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BERNSTEIN: Thank you all for joining us today on this 

ebizQ Webinar.  I'm Beth Gold-Bernstein, director of the 

ebizQ training center.  Today we're going to be talking 

about how to integrate people and information with SOA. 

 

Joining me in this discussion is Larry Bowden, VP of IBM 

Workplace Software Solutions.  Welcome, Larry; and 

welcome again to all our attendees. 

 

While few organizations today are beyond the beginning 

stages of SOA, most organizations are at least thinking 

about it.  In research that ebizQ has done, the number 

one driving factor for SOA adoption is business agility. 

 

Today organizations are looking toward a SOA approach to 

help them respond more quickly to any sort of change.  

It's really all about enabling rapid change and reducing 

the cost of change. 

 

This is done by reducing the impact of change including 

the time and cost it takes to implement a new business 

process, provide a new service, integrate mergers and 

acquisitions, respond to a competitive threat, or take 

advantage of a competitive opportunity. 

 

Ultimately, SOA helps shorten business cycles and this is 
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becoming more and more important in a global, 24 by seven 

business economy. 

 

As the risk of implementing SOA becomes lower and lower 

through the widespread acceptance of standards and the 

availability of technology, the SOA proposition truly 

becomes compelling -- which is probably why we're hearing 

so much more about it today. 

 

Despite the fact that it's been a known architectural 

best practice for decades, now everyone seems interested 

in it.  Well, while there's widespread agreement that SOA 

is the best way to increase business agility, there is 

still some significant hurdles to achieving SOA nirvana. 

 

You can't buy it and install it; it's not a single 

package, it's not a single technology, it’s not a single 

project even.  SOA is an architectural practice of 

relating loosely coupled services which can then be 

flexibly combined to create new business solutions. 

 

This loose coupling minimizes the impact of change and 

makes it possible for the services to be independent of 

platform or software language.  This in turn makes it 

much easier to integrate applications and services 

running on different platforms, created with different 
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languages and technologies. 

 

It also makes it easier to reuse the data and information 

previously locked within applications and use it in new 

business processes and solutions. 

 

This concept can be applied to a variety of business 

requirements, and that's good news.  But one of the 

challenges for organizations eager to reap the rewards of 

this promised land of SOA is to know where to start. 

 

And in fact, companies can take a SOA approach to achieve 

a variety of different business objectives.  Companies 

wanting to reduce IT costs can take a SOA approach to 

reuse existing IT assets in new solutions.  This is done 

by reusing the functionality and information in the 

existing systems to quickly create new solutions and 

composite applications. 

 

A SOA approach can also be used to integrate IT systems. 

 Creating an integrated IT infrastructure can 

significantly reduce the cost of synchronizing 

information across systems by eliminating errors as well 

as the non value process of fixing errors. 

 

In fact, some of the research ebizQ has done has found 
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that organizations have achieved an ROI within a year 

just from the...from the cost, reducing the cost of 

fixing errors.  So it's not the best business use but it 

is a...one that companies gain real bottom line value 

from. 

 

Also using standardized interfaces such as Web Services 

reduces the cost of integrating applications.  So we know 

whenever we have a new solution go up, about 30 percent 

of that is for infrastructure costs. 

 

So using SOA can increase IT agility and reduce IT costs 

which can be very beneficial.  However, applying SOA 

concepts to increasing business agility has even greater 

benefits and promise to the organization. 

 

SOA can be used to optimize business processes by 

creating an independent process layer across the 

underlying systems and platforms, and this makes it 

easier to change processes and provides visibility into 

the business processes. 

 

SOA can also be used to optimize human to computer and 

human-to-human interactions.  This was the subject of the 

previous Webinar on this series, How to Integrate People 

and Process with SOA.  When [Mark Simmons], [Paul Chen] 
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and [John Woslowki] talked about how business process 

management, electronic forms and portals enable better 

human interactions through SOA.  That Webinar is 

available for archive viewing on the ebizQ site and I 

recommend you check that one out. 

 

Lastly, SOA can be used to enhance information and access 

and consistency.  Today we're going to be talking about 

how to integrate people and information with SOA. 

 

And I'd like to point out that there are a number of 

doors on this slide.  And it's sort of meant to portray 

the fact that there are a number of different paths you 

can take.  All of them can lead you to very nice 

different places, all of them can benefit the 

organization, and all of them have different technologies 

and solutions attached.  That's where the complexity 

comes in: one concept, many different doorways to get 

into it. 

 

So we are going to be focusing on information.  But first 

let's spend a few moments to talk about the value of 

information to the business, the challenges organizations 

face today and the benefits they could expect to achieve 

if they do succeed in integrating people, information and 

SOA. 
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Information is really only as valuable as it is usable by 

people.  Organizations have terabytes of data, a 

potential Fort Knox of information riches.  But the 

information is only bytes stored on a server until it's 

made available to those who need it when they need it. 

 

However, there are significant challenges preventing 

organizations from doing so, from unlocking the 

information in their systems.  Most large organizations 

have multiple information sources.  They have packaged 

applications, homegrown custom applications, multiple 

databases, all developed with a variety of different 

technologies, running on different hardware platforms and 

operating systems. 

 

And information workers face a sometimes daunting 

challenge of accessing information from each of these 

different sources and then integrating and aggregating 

the information into a single version of the truth. 

 

None of these applications were originally designed to 

work together.  While customer information can be stored 

in multiple systems, the customer may be stored 

differently in each of these systems.  Each system may 

have a different type of customer identifier, or the 
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customer names may not be consistent. 

 

Systems may maintain both overlapping and unique types of 

customer information.  These challenges make it difficult 

to get a single view of the customer, a capability that's 

important to customers looking to enable better customer 

management or create self-service customer applications. 

 

Another issue can be the freshness of the information.  

In the past many organizations created data warehouses 

and data marts to aggregate information from these 

disparate data sources. 

 

But the problem is that some of these data sources may be 

updated nightly or weekly.  And business agility can 

depend on getting real-time access to real-time up to the 

minute information rather than data that's a week to over 

sometimes a month old. 

 

Companies that succeed in integrating people, information 

and SOA will achieve significant and measurable benefits. 

 They will be able to provide accurate and timely 

information to executives, line of business managers and 

knowledge workers. 

 

And this has the potential to improve the efficiency and 
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effectiveness of the organization at all levels.  Larry 

in a bit is going to show you how portals and dashboards 

can provide this real-time visibility into the business. 

 

Companies have also used SOA to improve customer service 

and customer satisfaction by making it easier for the 

customer to transact business through either a single 

call to a company representative who has instant access 

to all relevant customer information, making it faster 

and easier to resolve the customer inquiry. 

 

Or the SOA approach can enable self-service applications, 

making it easy to conduct many types of interactions.  

And when the interactions with the customers are fast and 

easy, the customers are more satisfied. 

 

SOA also makes disparate information more easily and 

widely available throughout the organization, which in 

turn makes the entire organization more effective.  The 

people who can effectively use the information, the more 

valuable the information becomes.  And this, it becomes a 

resource that you can ultimately turn those terabytes of 

stored data into a gold mine of corporate information 

that enables the organization to move forward. 

 

Now that we've highlighted the challenges and benefits of 
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integrating people and information with SOA I'd like to 

turn to Larry and ask him to describe the relationship 

between people, information and a Service-Oriented 

Architecture.  Larry. 

 

LARRY: Thank you, Beth.  Well, the relationship 

between people, information and actually the processes 

that a company uses that people and the information are 

interacting with are literally all of different levels of 

importance depending on what the issues a company is 

facing at a particular time. 

 

We definitely see situations where a customer primarily 

has an information problem, two disparate storage issues 

have come their way.  They have many, many different 

repositories, many different pieces of information which 

they know if they can ever collectively get the value 

from it would be a tremendous asset.  But it's simply 

just a management problem of the data and the information 

itself. 

 

We also see on the process side that the streamlining of 

processes, the ability to monitor them, the ability to 

improve the overall processing and integration of 

different processes from different environments together 

to create a new flexible process is important to a 
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company.  It's how they create competitive advantages and 

whole new industries evolve from that. 

 

And of course people is the third part of the equation.  

People basically create the process.  They're the ones 

who have defined what it will be.  They'll improve it.  

They'll throw the poor ones away, et cetera. 

 

So they play a critical role in the process side.  They 

also participate and get driven so to speak from a 

process where there's a task to be performed or a work 

flow is forwarded to them to be able to manage. 

 

And of course, people are usually the ones who are trying 

to utilize, search.  They determine how you archive the 

information.  They determine which information will be 

applied in what situation.  Or a help desk as an example 

where the people need the information about that 

customer's credit rating and what they've ordered from 

them and what their customer satisfaction was, what their 

bills look like, et cetera. 

 

So you have three primary elements that all are 

interchanging with each other and no one of them stands 

alone as the only way to really achieve your long-term 

values that you need from SOA. 
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But at any given time you may hear customers talking 

about one being more important than the other.  And it 

usually falls down what is the particular issue and we 

almost call it an on-ramp. 

 

They know that SOA is going to help them on the people 

side or the information or the process.  And whether you 

come in from any one of those three angles, usually over 

time you'll find out that you need all three of them 

together to work in harmony to get the business impact. 

 

BETH: So, Larry, can you give us some examples of 

how you can enable people to have better access to 

information through a Service-Oriented Approach? 

 

LARRY: Well, sure.  First of all, people, as I said, 

play the primary role here.  I mean it's usually a major 

expense of each company that we have. 

 

And the ability to enable people to get the most from 

both these services -- the data services as well as the 

process -- sometimes is a differentiating factor as to 

how they represent themselves to their customers or to 

their suppliers and keep the best quality people within 

their organizations so that they have that competitive 
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advantage also. 

 

So some examples would be providing the people in the 

organization from the picture that you see, the portals, 

dashboards, user interactions deployments, et cetera, 

fall into a category where if they have the information 

they need at the right time in the right context with 

what they're trying to achieve, they usually can execute 

their particular role, their particular task in a 

superior manner. 

 

What the SOA services allow to occur today that has not 

been present in the past is that in the past people built 

dashboards and they constructed various interfaces that 

people could work with.  But there was an extremely high 

maintenance associated with that.  A lot of people 

required to do it, lengthy development cycles, et cetera. 

 

What SOA does with allowing components or the services to 

be assembled and brought forth from disparate data 

sources, different elements of the process so that it's 

in context for that particular person... 

 

And not only in context for the person to perform their 

role, but you can then access the data sources and 

results that are coming in throughout the company and 
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LARRY: Well, two things that have occurred.  In the 

past, when we had disconnected silos of information, and 

what would usually happen is you had teams that were 

responsible for those particular silos.  You would have 

to integrate them together.  People tried to create 

bridge technologies that would do common searches across 

them, et cetera. 

 

And what we have now is the ability to access just the 

elements of the disconnected silos that are relevant to a 

particular individual or team using a standard based and 

flexible architecture so that as you may decide to retire 

certain silos because they've aged... 

 

...converge the silos together because you see some 

economies of scale, that SOA set of standards as well as 

the architecture allows you to shield the people who are 

working with that data and using it every day from the 

back-end, I'll say changes that are occurring, so you can 

keep the business running at a more consistent manner. 

 

Now, you'll see the evolution here of what we consider a 

master data management.  There is also technologies that 

aggregate -- the term federate here will come in -- 

federating various sources together where we do make it 

virtually appear as if it's one data store but yet the 
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data is actually in multiple places doing meta data 

mapping, doing meta data structures that allows us to 

provide the information similar to such as the Web 

itself. 

 

There's data everywhere but when you're doing your search 

you're doing your interaction with it feels like it could 

be just one local database, not necessarily having to 

jump from place to place to find what you want with the 

type of search technologies that are out there today. 

 

So bringing the legacy information.  You'll have some 

information that you use to analyze your company's 

results in the business intelligence system, perhaps. 

 

You have new applications.  Web content that tends to be 

more and more important now.  There's tremendous amount 

of market intelligence et cetera out there.  Being able 

to use all of that and bring it forward to a user and the 

key here is, in context to what they're trying to solve 

at that time... 

 

Because a person throughout the day may have multiple 

projects they're working on, and the more we can use SOA 

as a mechanism to look at this in discrete sets of 

services allows us to dynamically assemble for that 
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person particular work environments that when they're 

acting as a manager they have that particular view of 

their data and their resources and their tasks... 

 

When they're working as a project leader, an assignment 

they have they have a different set, and when they're 

working as perhaps a United Way [LAUGHTER] or one of the 

social activities that has a completely different 

environment. 

 

So a lot of different...or, a lot of time has been spent 

on managing information in the past.  A lot of benefits 

that can occur from this. 

 

But really it comes down to taking that information and 

really getting it into a form.  And this means getting 

things into the form of Web services and breaking down 

those barriers from access to it can be assembled into 

the new dynamic, flexible experiences that we want for 

people. 

 

BETH: So Larry, how do you answer the question, 

where do you start to get business value out of a SOA 

investment? 

 

LARRY: Well, we're experiencing essentially three 
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areas that are getting a lot of attention right now.  One 

is perhaps more simply stated by one of the studies that 

was done by Gartner Group where they stated that 50 

percent of customers will most likely use a portal as the 

mechanism by which they enter into the SOA era. 

 

Now the portal, that's user interaction services and it's 

deployment services -- all come into, again, what we'll 

term as the front end of an SOA environment. 

 

A portal itself can bring the right information.  It can 

bring it in context.  It knows who you are.  It can 

personalize it. 

 

It can provide real-time alerting so if there's some 

element of information that changes that is important to 

your particular role, it can notify you.  And of course 

it has transparency to it because you don't have to have 

it be one fixed application but it can dynamically change 

depending on what you happen to be doing throughout the 

day. 

 

From a user interactive services perspective, there may 

be times when forms, alerts, collaboration.  You may have 

an issue where it's not so much that you got the alert or 

you can see a piece of information, but you need to do 
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something about it. 

 

And now you want to collaborate with the right people, 

and be able to find the experts in your company, find 

what people have written about this in documents stores, 

et cetera, in the past, how they solved a similar issue, 

perhaps. 

 

And, be able to bring that to bear on your particular 

problem that you have at that time.  And in many cases 

using the technologies of the composite application 

building you can select the various services specific to 

that new problem you have... 

 

Which could be, as I said, team members, the documents, 

the experts, be able to form a team, fix that problem and 

be able to do it in a time frame that is far superior to 

what you could have in the past. 

 

The other thing we have to notice about why people also 

are expected to start with portals is the deployment 

services.  Not only can you deploy a portal in an 

extremely flexible way but the fact that it can support 

rich clients being able to access it such as your 

Microsoft clients, your Lotus Notes clients, et cetera... 
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But also browsers as a mechanism so that from your 

travels into airports and et cetera where all of the 

Internet stations are, you can just come in from anywhere 

that you happen to be as well as your mobile devices, 

allows a user now to interact with that portal 

environment in the way that they choose to do their 

business. 

 

Many companies don't have offices for all their 

employees.  As a matter of fact, I'm going to say the 

majority of customers I'm visiting don't want to keep 

providing dedicated offices. 

 

More work at home.  More be in the field with the 

customers.  So these devices, you know, all the different 

pocket PCs, the RIM devices, the browsers, people have 

their ThinkPads or their laptops with them are becoming 

absolutely critical in the overall evolution of the way 

people are proceeding.  So first of all, that's the 

people side with it. 

 

If you look at the portal itself and how you get started 

with it as an extensible portable framework that access 

to the browser, the rich clients, the mobile clients, are 

critical. 
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And IBM provides a set of foundation elements.  These 

elements are portal services, federation services, off 

line use of services so that again you can take things 

with you on the airplane, sort of create your local work 

environment, take it with you. 

 

When you come back, you can replicate and be updating the 

back-end sources that you have.  So the portal SOA 

elements that we use of being able to allow a new level 

of flexibility is really key for us. 

 

And then the third one is actually the trend that we see 

from our customers, is the dashboard itself.  The 

dashboards in the past have been IT focused. 

 

I should put it this way, the best examples that we have 

been IT focused dashboards, you know, the really active 

ones, they had...looking at your servers, looking at your 

throughputs, measuring, I don't know, virus and attacks 

and worms and all these things that you hear about from 

the IT shops, et cetera... 

 

And really being able to stay focused on it because if 

you had an issue there, you wanted to have alerts, you 

wanted to have a very quick view of where you stood on 

your quality of service to your customers, et cetera. 
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And what we're seeing is that certainly the experiences 

that occurred there from an IT focused dashboard, so we 

look to what's happening now, leveraging those 

technologies... 

 

You're seeing because of the fact that business services 

are being created, these services being accessed to your 

ERP systems, basically your SAPs, Siebels, your Oracles, 

PeopleSoft, et cetera... 

 

These elements are able to brought forward as services 

and constructed through the composition application 

approaches into new virtual apps that are more specific 

to a user set. 

 

So they're more business driven.  They're able to 

optimize them for that particular group.  No group of 10 

ever really could get the attention in a large company of 

an IT group to make them a specific application. 

 

What you're seeing now is because a group of 10 can 

select various previous prebuild services, drag and drop 

them on to a page, a dashboard page, have them be exactly 

the measurements that group is responsible for 

achieving... 
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Be able to share those throughout their team and even to 

their reporting chain and be able to then show and stay 

in synch and interlock with the suppliers and providers. 

 

Just the mere fact they're in charge of assembling it and 

the power has been turned over in the SOA to give them 

that flexibility to assemble those is probably the 

biggest change in the industry here for the last several 

years. 

 

So that flexibility, and it's going to be a tremendous 

innovation catalyst.  You're able to get....  Nobody 

knows how to run that smaller department better than 

those people that are running it. 

 

And when you give them the power to really improve 

themselves you're seeing a lot of companies respond 

extremely positively to getting their environment and 

following the SOA principles of development... 

 

...and SOA architectural principles as you actually said 

when we started off it's not a thing you buy; it's a 

method or a style of how to approach getting the business 

value. 
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BETH: All right.  Can you explain how dashboards 

use SOA? 

 

LARRY: Yes, and this is actually quite simple.  When 

a particular dashboard is being constructed, the absolute 

easiest way to access a particular set of data -- and the 

data can come from the very simplest source all the way 

to a fairly complex source... 

 

That technology of being able to have the data delivered 

through a Web service, literally a Web Service can come 

from a spreadsheet, it can come from a simple database 

like Oracle or DB2, it can come from an home grown 

application, et cetera... 

 

All the way to your major ERP systems, so almost 

essentially across the board have committed that their 

applications will either significantly presently support 

Web Services or will be delivering their future products 

as Web Services on to your business intelligence vendors, 

et cetera... 

 

Are all creating their new products and I'll almost say 

retrofitting their existing products so they're in the 

form of Web Services. 
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What dashboards are then able to with that tremendous 

body, that portfolio of capabilities, is be able to allow 

very, I won't call them inexperienced, but people who are 

not IT-oriented, but business users be able to now be in 

charge of constructing their dashboards and really 

streamlining the ability for them to achieve their goals 

without having to have accessed or have large technical 

staffs in order to achieve the final goal. 

 

You're also able to get real-time type of connections.  

In the past, if you were running something off a 

spreadsheet or a set of charts, we all know that you 

create those charts.  You'd send them out and they're 

two, three, four week old before many people look at 

them. 

 

With the way SOA is able to stay constantly connected 

through that service to the sources providing the data, 

you can have real-time type of updates.  You can have, 

you know, poll particular sources with the service, be 

able to combine services into a new single view. 

 

So dashboards are benefiting from SOA in a tremendous new 

level of flexibility that they never had before.  You 

simply could not do what you can do now with dashboards. 

 I'll give you one example. 
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We have a customer who had built some, three static 

dashboards.  We know because they actually hired us to do 

it for them; they had a particular method to proceed.  

And this is, I'll say, prior to really adopting the SOA 

methodologies. 

 

It took approximately six months to create each of the 

dashboards.  They wanted, when it was done it was a 

fairly static dashboard that at least gave them a view 

monthly of where they stood as an organization.  Did 

accomplish the job of a single source [so the truth] that 

they could populate the dashboards with, et cetera. 

 

I've now explained what they are achieving today.  

They're actually creating a dashboard per week on their 

own versus that one dashboard per six months.  These are 

not small little 10 percent, 20 percent changes as to 

what SOA is able to do at least on the dashboard side of 

the business. 

 

Remember, these are, each part of this with process or 

with information or with people would be a little bit 

different.  But on the dashboard side there's a reason 

why dashboards are on fire in the market right now. 
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The technology happens to just perfectly fit what you 

want to do with the dashboard: access the data, quickly 

see where you stand as a business.  And SOA is really 

what that difference maker is. 

 

BETH: Now, and are you finding that SOA makes it 

easier and faster to build these dashboards? 

 

LARRY: Yes, and the example I showed with the 

customer, it's definitely easier and faster.  And the 

other attributes, the other advantages that kick in, is 

really how flexible the dashboard is and how versatile 

the timing of the information to be delivered to that 

dashboard can be. 

 

One of our customers, Trans Alta, who has done a Webinar 

for us, separately, has shown that it's an emissions 

dashboard.  They wanted to monitor their emissions 

they're putting out.  They have a number of goals that 

they need to stay under as well as regulatory type of 

constraints. 

 

And they have a dashboard where it's actually the end 

user's decision as to how frequently they want to look at 

the changes in the emissions, all the way down to, it can 

be hourly.  It can be daily.  It can be by minutes within 



How to Integrate People and Information with SOA 
with Larry Bowden, VP IBM Workplace Software Solutions  
and Beth Gold-Bernstein, Director of ebizQ Training Center  

 
 

 

 -27- 

[them] and they actually give that as one of the 

variables to allow them to see where they stand on their 

emissions. 

 

Other cases we see is insurance, where insurance 

organizations are processing large amounts of claims or 

whatever.  And the certain in you be of claims going to 

each person that's in the claim department. 

 

And sometimes something will occur: a person has to leave 

that day or whatever else, and being able to move the 

claims around for performance optimization, et cetera, 

and having a dashboard that shows them how things are 

operating, where things are backing up.  Just simple 

things like that are able to really demonstrate how 

real-time data is helping get bottom line results. 

 

So advantages of SOA, certainly from the way things are 

being implemented today, but that second part I wanted to 

mention is when you create something through SOA, it 

remains in that flexible state where you can take that 

dashboard... 

 

...and you can drag and drop two or three of the key 

performances indicators off of the dashboard and select 

two or three new ones to drop on as an end user and 
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continue to evolve that over years into the future 

because you've got the fundamental architecture and 

structure there to give complete flexibility to the user. 

 

It's actually as you can tell on the dashboard side, you 

can get really excited about this, because this is what 

the industry needed to really allow you to see where you 

stand from a business perspective. 

 

It's not necessarily the technology impact.  Technology 

was a method to achieve something, which is better view 

of where your business is running, where should you focus 

your time and giving you the information in a timely 

manner where you can act on it so that if there was a gap 

or an issue you could get it solved before it becomes a 

major problem for you. 

 

BETH: Now, it looks like from the picture here that 

these dashboards are sort of a composite application 

taking this information from multiple different back-end 

systems.  You also talked before about tailoring 

information to different types of users.  Can you talk a 

little bit more about our role-based dashboards? 

 

LARRY: Yes.  Absolutely.  The fact that portals have 

been projected as being one of the first starting points 
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for SOA for 50 percent of the population, I believe is 

primarily due to the fact that there has been...there's 

been a lot of information available but usually not what 

people actually wanted.  Or if you had good information 

it wasn't enough of what you actually wanted. 

 

And that comes down to not a perspective that says 

everybody wants the same information, the same level of 

detail or the same context.  It has to be in context to 

the person's particular role. 

 

So this tailoring of information for user preference, you 

can have a sales vice president in an organization who 

will have a very different view and scope perhaps of all 

products across all geographies that they're managing. 

 

You'll have a regional manager who maybe is only worried 

about the central United States, as an example.  And only 

the particular performance of what they're assigned to. 

 

All the way down to a local sales manager who has just 

one city and three or four people all trying to drive 

perhaps one particular product for a company. 

 

Each one of them have very different needs as to 

understanding what it is about their particular 
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information and role and scope of what they're looking at 

to see where they stand. 

 

Obviously the sales manager perhaps is only monitoring 20 

customers and exactly the bids they're working on, et 

cetera, whereas that sales vice president has a 

completely different dashboard, a completely different 

set of scope about productivity of sales reps, about 

expansion and hiring and those type of things that are 

more global in nature. 

 

So being able to have the same back-end data sources 

where now you have one view of where your sales data is, 

your sales performance, you know, the people that you 

have but have it be cast into roles and role structure so 

that you have the scope for the vice president, the scope 

for the region manager... 

 

And on down to giving each of them the selectibility and 

versatility to change what they're looking at themselves. 

 These are not fixed role-based solution but you provide 

a role-based starting point and the end users, as I said, 

can drag and drop in each of these roles to change it to 

make it more specific to just them. 

 

There is nothing more powerful than having a system that 



How to Integrate People and Information with SOA 
with Larry Bowden, VP IBM Workplace Software Solutions  
and Beth Gold-Bernstein, Director of ebizQ Training Center  

 
 

 

 -31- 

almost feels like somebody built this just for me to help 

me manage my particular region or my particular, you 

know, two or three customers.  When in reality it's the 

same system that your sales vice president's using. 

 

So from a role-based perspective, this is where portals 

kick in.  This is why you don't want to reproduce this 

within the dashboard or through other technologies.  And 

portals will, I think, surface as being perhaps 50 or 

more percent.  I'm in agreement with Gartner Group who 

put that out as the first step that customers will take. 

 

BETH: How difficult are these dashboards to 

create....  How difficult are these dashboards to create? 

 Does SOA reduce the cost of complexity? 

 

LARRY: Yes, one of the nice things about SOA is you 

almost can't help but create things in the right fashion 

to get the benefit of SOA and those benefits being that 

you are creating it in a fashion for reusability, and 

you're creating it for a fashion that separates the 

particular components that are being used into defined 

sets of responsibilities as to how the interactions are 

going to occur. 

 

So that the chart you're looking at there shows a data 
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provider model and a data consumer model.  The key here 

being is that you have existing data assets that you want 

to leverage, and then you have the presentation of those 

that people are going to work with. 

 

Well, if you look at those statements that are related to 

what they're working with, if you separate the user 

interface, keeping it essentially in a form, creating a 

form that your users enjoy, they're able to run their 

business effectively with it, you separate that from the 

actual data services, those services then can be changed 

out. 

 

You may decide some day to switch from an Oracle database 

to a DB2 or to SQL, may decide to change out one of the 

enterprise apps.  You may decide to create a new 

homegrown application or whatever.  But you don't want to 

have to revamp your entire user interface each time you 

do that. 

 

So having this data provider and data consumer structure 

within SOA allows you to do what you would like on the 

back-end.  Optimize for a retirement of full systems, as 

I mentioned, or bring in new ones. 

 

But yet keeping that presentation and that experience and 
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the business use of the data much more consistent, 

reducing your training, et cetera. 

 

So how difficult is it, is the structure that you use 

gives you that flexibility as you move forward so that 

you, maybe the first investments you make as you're 

creating your Web Services are in the same magnitude as 

if you had been creating a new application. 

 

But from that point forward you are leveraging and 

reusing these components because of the structure of SOA. 

 So is it difficult to set up?  Many customers just are 

converting their existing functions into services and 

then from those services able to construct many 

applications faster than they ever could before. 

 

We have great customer examples of where they simply did 

calculations of how many applications they wanted to 

develop and they couldn't get there with their resources 

so they restructured to approach it from the SOA style 

and then with that same exact resource were able to meet 

all of their objectives with a number of new applications 

they wanted to put out. 

 

And that's what the speed does for you.  That's what the 

statement about, is it difficult?  It's not any more 
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difficult, but the key is that once you set it up, the 

speed at which you'll run out with the reuse will give 

you a tremendous advantage. 

 

BETH: What tools does IBM offer to assist in 

dashboard creation? 

 

LARRY: This is fairly specific.  We looked at the 

market here.  We have a significant presence in the 

portal market with being the number one market share by a 

good distance.  And therefore, we get a lot of feedback 

from our customers. 

 

So we actually have delivered a dashboard framework.  And 

what these dashboard framework, in the true sense of SOA, 

we have created a set of reusable components, both....  

Well, there's filtering components, business user 

configurations so that if you wanted to change something 

from a data table, to a bar chart, to different graphing 

mechanisms. 

 

You wanted to filter things by country, by product, by 

sales figures or whatever you can do that.  So a lot of 

reusable components and administration structure so our 

customers don't have to build these. 
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In other words, focus our customers' time on what are the 

KPIs that are important to you and actually reaching 

those.  And we provide a portfolio of these prebuilt 

components in our dashboard framework... 

 

...with the tools that if we don't have particular 

service that you want, there's a tool that allows you to 

build those services so that you can really, you can 

basically have an extremely customized dashboard but it's 

a very simple assembly model rather than to create from 

scratch model. 

 

So the basic tool we have is the dashboard framework and 

underneath that there's actually a portlet development 

tool to build new connections to back-end sources that 

feed these components. 

 

BETH: How long does it typically take before an 

organization can recognize a return on investment? 

 

LARRY: Well, always kind of a market statement here; 

any one company has their particular environment they're 

working in.  So you have to look at the variances in 

answering a question like that. 

 

So we tend to look across the board at people who are 
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doing surveys.  We ourselves, from an IBM perspective, do 

surveys to try to get some averages and look at what's 

happening with our customer’s projects. 

 

I think the key indicator that we're using as our 

reference is approximately 50 percent of our customers 

are achieving their return on investment in less than a 

year.  And some of the cases if you go even more specific 

to a very simple dashboard where people are looking at 

just getting data from a database and spreadsheets, et 

cetera, even be a return on investment much faster than 

that. 

 

But that assumes that there may be multiple or many data 

sources and the set up and being able to get the business 

impact where they can show what the dashboard did for 

them. 

 

But usually versus the way that they...dashboards are not 

necessarily a new thought.  It's not like, well, they 

occurred in 2005 and 2006 and nobody ever used dashboards 

before. 

 

People have always know the intuitive value of being able 

to take, at a glance see where their business stands, 

always wanted to be able to use it in a greater fashion 
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that connects to the back-end sources.  So IBM ships a 

lot of pre-built connectors but certainly if you've 

written your own homegrown application or whatever, we 

have to have a tool that allows you to build additional 

connectors to feed the dashboard. 

 

And then they certainly recognize the advantage of the 

dashboard framework itself where we had all the pre-built 

services that can act upon the data. 

 

What they were able to do is, they wanted to streamline 

account management.  They wanted to measure how they were 

doing that, X amount of performance on this date and then 

a year from now have a different performance data. 

 

So they used the portal and the portlet factory to 

literally build an SOA-based performance information 

system for their customers. 

 

They offer new features to increase the customer 

satisfaction.  And this is probably one of the home run 

stories of SOA.  If you are providing a customer 

experience through a portal, you can now exchange a 

particular function or a particular add new capabilities 

in an extremely short period of time. 
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It's more like coming onto an Amazon.com or you go to 

eBay or whatever and you'll see new functions coming 

forward to you very rapidly as they're implementing new 

capabilities that they want to provide to the user sets. 

 

And the way you do that is to have a flexible 

infrastructure that allows you to deliver those.  You're 

not like delivering new releases of a product.  Okay? 

 

You're delivering new function within that experience.  

And that's a little bit of what Unoco was experiencing 

here, offering these new features to increase the 

customer satisfaction and really add the confidence in 

reaching their particular goal with the dashboard. 

 

We have a number of other customers.  I'll share one more 

example because I happen to like the customer examples.  

I'd rather have customers talk for us than ourselves. 

 

But there was one company, it was a credit card company 

who literally had a situation where the executives would 

spend 20, 30 percent of their time when they were looking 

at their business performance, I'll use the term arguing, 

over who had the right data. 

 

Because they were coming from different databases, 



How to Integrate People and Information with SOA 
with Larry Bowden, VP IBM Workplace Software Solutions  
and Beth Gold-Bernstein, Director of ebizQ Training Center  

 
 

 

 -40- 

different data sources.  They would come into the meeting 

and say here's where we stand.  And somebody else would 

say no my group stands here, et cetera.  And they would 

spend a good portion of the time just figuring out where 

do they really stand. 

 

The net was, they agreed that they needed to have a 

consistent view across all the different units and a 

dashboard that was then able to be created in a flexible 

manner to address each of the individual unit's needs 

because they each had some unique measurements but they 

also had some common measurements that was created... 

 

...that made them all go to the same data sources as to 

where the status really was and they actually tell me 

that their biggest benefit, okay, has been that they're 

much more effective than just focusing in on managing 

their business versus the quality of the data that 

they're using or wasted time, as they would put it. 

 

But a set of dashboards were created there in a matter of 

three weeks for that particular customer to get that kind 

of result. 

 

BETH: Hmm... 

 



How to Integrate People and Information with SOA 
with Larry Bowden, VP IBM Workplace Software Solutions  
and Beth Gold-Bernstein, Director of ebizQ Training Center  

 
 

 

 -41- 

LARRY: Okay.  So I think you're seeing a little bit 

of the type of things that can be achieved with the 

dashboard technologies.  But the dashboard, by itself, is 

an entity that fits into the portal, where the portal 

needs to deliver that role-based structure. 

 

And then we have SOA, which is the mechanism and the 

style which allows the faster implementation, the 

reusable componentry.  And the one that I think a lot of 

people forget about is once you have it as reusable 

components and you have based your infrastructure on SOA, 

the next 10 years... 

 

...as you're looking at what the long-term foundation 

that you have built for change, as your company gets 

ready to switch things out, being able to respond to 

those new strategic directions, those new processes, that 

new information need or new people management need... 

 

...it's really the preparation for you to be much more 

responsive to what's happening in the marketplace for 

what you had mentioned earlier about new opportunities, 

threats, whatever may come forward.  So that's 

essentially the keys I wanted to make sure that the 

audience here today understood. 
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BETH: Okay.  Well, thank you very much, Larry. 

 

NARRATOR: Okay, great.  I think that's a great place to 

leave it on a very upbeat note in terms of SOA and 

dashboards and the opportunity for organizations to 

leverage these solutions to make their business better. 

 

On that note I'd like to thank both Beth and Larry for 

providing us insight into how to integrate people and 

information with SOA.  You can learn more about IBM by 

clicking on the logo on your screen.  And have a good day 

and we hope to see you online soon. 

[END OF SEGMENT] 

 


